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INCIDENT TICKETS
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TOTAL TICKETS

002
PROBLEM RECORDS

Current month Previous month
Academic Year

average

Incident 64% 69% 73%

Request 69% 71% 78%

Total 68% 71% 76%

No. of phone calls taken: 670 (630 previous month, up 6%)

No. of live chat sessions:  65  (17 previous month, up 282%) 

No. of walk-up enquiries: 565 (977 previous month, down 42%)
No. of equipment bookings: 283 (276 previous month, up 30%)

L E A R N  -  T R A N S F O R M  -  C O M M U N I C A T E -  A D D  V A L U E  -  I M P R O V E

IT Service Desk Monthly Review
March 2025

Ticket Totals Feedback

Contact Totals First Time Fix Rate

All Feedback Ratings: 153

Average rating: 4.69/5.0 (Very Satisfied)

Very Satisfied
84.1%

Satisfied
10.1%

Of Which Student Ratings: 14

Very Satisfied
92.9%

Very Disatisified
7.1%

Average rating: 4.71/5.0 (Very Satisfied)



Current
Month

Previous Month

Average Handling Time 06:00 05:49

Average Wait Time
01:18

[Max 37:05]
00:35

[Max 12:30]

% Calls Answered Under 30 secs 76% 88%

Total
Abandoned

51 (8%)
Previous Month - 30 (5%)

Total Accepted

575 (92%)
Previous Month - 537 (92%)

Communications - Service Desk



Current
Month

Previous Month

Average Handling Time 02:41 02:06

Average Wait Time
00:25
[07:18]

00:21
[4359]

% Calls Answered Under 30 secs 93% 89%

Communications - Room Support

Total
Abandoned

6 (6%)
Previous Month - 2 (2%)

Total Accepted

95 (94%)
Previous Month - 91 (98%)





Walk-Up Support
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Student Laptops Student Macbooks Short-term Loans Sta� Laptops Chargers
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Service Desk Category Trends

WHICH ARE OUR TOP INCIDENTS THIS MONTH?

TOP LEVEL CATEGORY: CAMPUS ROOM SUPPORT (62)

WHICH ARE OUR TOP REQUESTS THIS MONTH?

TOP LEVEL CATEGORY: N/A (235)

- - - - -
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WHICH ARE OUR TOP TICKETS HANDLED OUTSIDE
THE SERVICE DESK THIS MONTH?

Top Incident Category: Hardware - Laptop (30)

Top Request Category: Hardware - Laptop (39)

CAMPUS ROOM SUPPORT DEEP DIVE:
Display: Repeated issues for BY G196 and CH 2006
PC: Dupliate calls for CC004

N/A DEEP DIVE:
N/A - Quick calls being closed without a category being selected due
to a known Sysaid bug. 
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ESCALATIONS:

24
Event Support

91
Teaching
Spaces

Last Month - 85

AV Support Trends
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Last Month - 32
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